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OBJECTIVES

After completing this lesson, you
will be able to:

@ Use the Sandata EVV Dashboard
to monitor current day visit
exceptions

® Search and review visit
exceptions

¥ Resolve visit exceptions



€ Sandata KEY TERMINOLOGY

ECHNOLOGIES

Term/Acronym Definition

A person who receives services through the Medicaid

Client

program.
Dashboard Real-time status of the current day’s visit exceptions.

A person who is employed by an agency provider to provide
Employee Y P .V y gency p Y

care to one or more clients

Corrective action for the visit exception Visit Without In-
Manual Call

Call/Visit Without Out-Call.

A pre-defined list of reasons/explanations for the various
Reason Code correction scenarios. A reason code must be selected when
making a change to data in Visit Maintenance.

A "visit" is the electronic service provided during an in-
Visit person encounter to a client in a home and community based
setting.

The module within Sandata EVV where visits can be

Visit Maintenance
corrected and/or acknowledged.
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t) Sandata SANDATA EVV DASHBOARD

€ The Sandata EVV Dashboard monitors current day’s visits to identify
two specific exceptions. These exceptions fall into two categories —
Unknown Clients and Unknown Employees.

€ The data defaults to refresh every five minutes but can be changed
to refresh between 2 — 30 minutes. All exception types can be view

in Visit Maintenance.

om~ @ LOGOUT

Sandaﬁtvg

Q Navigate Modules

SUPERVISORS " s
uuuuuuu 5 s Minutes (2min - 30max) = A m

EVERY
©f Visit Maintenance
lai Reports & Exports

Unknown Clients Unknown Employees

Data Entry

3 2

@ Security

Online Manual
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€y Sandata SANDATA EVV DASHBOARD

@ Click the Exception category total to display a listing of the visit
exception details for that specific exception.

Unknown Clients Unknown Employees
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SANDATA EVV DASHBOARD

@ Click the exception category name to link to the Visit Maintenance
module to view and edit the visits for that exception.

Dashboard santrax / Dashboard

Filter Options

FRESH EVERY =

| Unknown Clients

Minutes (2min - 30max)

| C, SEARCH CLEAR

@ Manage Visies L=

ne B LOGOUT

CREATE CALL

S
Clien Employes Wis C. [ hi & st od [ 3 it
Jn: h.l.'lrf'-‘:l:Il s . :: Heurs Houry LIJ!;LL
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[ ]
&
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e Sandat VISIT MAINTENANCE:
P 2aiildid SEARCH FILTERS

@ |n Visit Maintenance, search filters are used to set up
parameters to find visits to review and are located on the top
half of the Visit Maintenance screen. The search results include
all data that falls within the specified parameters.

Visit Maintenance Visit Maintenance / Manage Visits Account: 9634 - user 19634 | Enter agency v | ® LOGOUT
Select a Visit CREATE CALL
MMODYY  CLENT
02/20/2019 M to 02/20/2019 i3] Enter Client Enter Employee
\\\\\\\\\\\\\\\\

Lul Reports & Exports - Select Category v Select Payer v Select Visit Sta * Enter Client Medi
Data Entry

All Exceptions v Show advanced filter options ~
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e Sandat VISIT MAINTENANCE:
P 2aiildid SEARCH FILTERS

€ Visit status allows a user to filter the visits by their status.

Status Description

In Process A visit has started and not yet completed

Incomplete A visit has exceeded a 24-hr. period and is
still missing a call-in/call-out

Verified A visit that does not contain any
exceptions

Processed A visit that does not contain any
exceptions and has been returned to the
claims validation engine at least once

Omit A visit that is marked ‘Do Not Bill’

Sandata EVV: Visit Maintenance
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VISIT MAINTENANCE:

€y Sandata SEARCH FILTERS

@ You can filter visits by all Exceptions or Exception Types

— Al Exceptions: This default setting displays all visits containing
one or more exceptions within a specified time period.

—  Exception Types: This option selects visits based on the
exceptions which apply to the visit. When selected, an
additional field appears prompting the user to choose the
specific exception type(s) from the additional drop-down field.

FILTERVIZIT=Z BY EXCEFTION TYRES

Exception Types v Select Exception Type

D CLIEMT ZIGMATURE EXCEFTION

O, SEARCH [[] GPS DISTANCE EXCERTION

|:| MIZEIMG ZERVICE

|:| ZERVICE WERIFICATION EXCEFTION
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VISIT MAINTENANCE:
6 Sandata EXCEPTIONS

Exception Description
CLIENT SIGNATURE EXCEPTION Client’s digital signature or voice recording is missing.
GPS DISTANCE EXCEPTION Identifies when a call-in/call-out time exceeds the allowable

distance tolerance of 1000 feet from the client’s home or
another address associated with the client in Sandata EVV
(e.g., school or work).

MISSING SERVICE Identifies when the service provided for the visit is not
specified during the MVV call-in or Telephony call-out.

SERVICE VERIFICATION EXCEPTION Client did not confirm the selected service.

This exception occurs when an employee selects a service
for a visit that does not match to the service the client

UNATHORIZED SERVICE i _ , . . .
receives. The exception must be fixed in the Visit Details

screen.

Sandata EVV: Visit Maintenance
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VISIT MAINTENANCE:
5

Sandala EXCEPTIONS

Exception Description

UNKNOWN CLIENTS Identifies when a visit occurs where the client is not known.
This can occur when the Medicaid ID entered does not match
to an existing client or the phone number entered does not
match to a known client.

UNKNOWN EMPLOYEES Identifies when the Santrax ID entered during a Telephony call
does not match to any known employee.

UNMATCHED CLIENT PHONE/ID | Identifies when a client ID is entered during a Telephony call,
but the phone number the call was made from is not a number
listed for the client.

VISIT VERIFICATION EXCEPTION | Identifies when the start and/or end time have not been
verified by the client at the end of the visit, either by
confirming during the MVV call-out or verifying the times
during the Telephony call-out.

VISIT WITHOUT IN-CALLS Identifies a visit which does not have a call-in.

VISIT WITHOUT OUT-CALLS Identifies a visit which does not have a call-out.

Sandata EVV: Visit Maintenance
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& Visit

VISIT MAINTENANCE:
IDENTIFYING EXCEPTIONS

Exceptions are indicated by a colored circle under one or

more columns where the exception exists. The columns are:
Client Name, Employee Name, Service, Call In or Call Out.

Slide 14 ©2019

An exception indicates the visit is missing information or the
information captured does not meet program requirements.

A visit may have one or more exception(s).

Hovering over an indicator displays a pop-up showing the
description of the exception(s).

Client _ Employee _ L Visit , Call . Call ., Call _, Adjusted Adjusted Adjusted
* Service %

Name ~ MName Date -~ In ~ Out ™ Hours ~ In Out Hours

Carter,
John
[

247
Young, o 2:47
- L] 081472017 L ]

Charles

o
Carter,

Joh Young,
ohn

Sandata EVV: Visit Maintenance



TECHNOLOGIES




6 Sandat CORRECTING EXCEPTIONS:
Y oadndald GPS DISTANCE EXCEPTION

@ This exception identifies when a call-in/call-out GPS location
exceeds the allowable distance tolerance feet from the client’s
home or any other address associated with the client. This
exception can be identified by the indicator under the call-in
and/or call-out time.

€ This exception must be acknowledged for the visit to be in a
verified state and eligible to be matched to a submitted claim.

1. Click the exception indicator under the Call-In or Call-Out Column.

Cliant . Employee Cervi - Vizit . Call . Call Call _ Adjusted Adjusted
Marme T Mame N sries = Date In = ©Out  Hours In Ourt
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d Sandat CORRECTING EXCEPTIONS:
g 2dilldig GPS DISTANCE EXCEPTION

2. Check the ACKNOWLEDGE THIS EXCEPTION checkbox on
the GPS Distance Exception line.

3. Select a REASON CODE from the list that best explains the
exception.

. Select a RESOLUTION CODE from the list.
5. Click SAVE.

i GPS Distance Exception |ﬂCI{“-lG'.-"rLEDGE THIS EXCERTION
REASON CODE * RESOLUTION CODE REASOMN MOTE
- I
EMPLOYEE Select Reason ~ Select Resoluti Enter Reason Note ‘ SAVE ‘

CALL LOG

‘ EXCEPTIONS ‘

Sandata EVV: Visit Maintenance
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o <ot CORRECTING EXCEPTIONS:
9 >anddald MISSING SERVICE EXCEPTION

@ This exception identifies when the service provided for the

visits is not specified during the SMC call-in or Telephony call-
out process.

@ This type of exception must be fixed for the visit to be in a
verified state and eligible to be matched to a submitted claim.

1. Click the exception indicator under the Service column.

Client | Employes

- .. Visit _ Call . Call |, Call _ Adjusted Adjusted
— = Service =
MName MName

Date In 7 Out = Hours I Chut

LArTer I

el m T
lohn ) 0814207 @
‘ LiNarkes
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o <ot CORRECTING EXCEPTIONS:
Y 2dlddid MISSING SERVICE EXCEPTION

2. Select the correct service from the SERVICE field drop-down list.

Select a REASON CODE that best explains why the service was not
selected at the time of visit.

Select a RESOLUTION CODE from the list.

5 ] CI I C k SAVE ] m 10/27/2017 None US/Central Incomplete
N
EMPLOYEE
05:32 PM None None None
CALL LOG
ADJUSTED IN HH:MM AM/PM ADJUSTED OUT DATE ADJUSTED OUT HH:MM AM/PM
m 10/27/2017 i 05:32 PM MM/DD/YYYY
“ 9634 Provider Training-Agency 39
m PAYER PROGRAM SERVICE
HISTORY CLIENT VE TIN ERIFIED SERVICI CLIENT SIGNATURE
No No No
SANDATA
REASON CODE * RESOLUTICN CODE REASOMN NOTE
Select Reason Cod: ~ Select Resolution ¢ ~ Reason Note SAVE

Sandata EVV: Visit Maintenance
lide 1
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CORRECTING EXCEPTIONS:

€y Sandata CLIENT SIGNATURE EXCEPTION

@ This exception identifies when the client signature or voice
recording is not captured during the SMC call-out or the client
voice recording is not captured during the Telephony call-out.

€ This type of exception must be acknowledged for the visit to
be in a verified state and eligible to be matched to a submitted
claim.

1. Click the exception indicator under the Client Name column.

Client + Employese _ , - Visit , Call . Call _ Call , Adjusted Adjusted
= Service =

Name ~  Name Date =~ Imn -~ Out = Hours In Qut

LArter R
oL
o -
E -
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d Sancat CORRECTING EXCEPTIONS:
) >dNnddid CLIENT SIGNATURE EXCEPTION

2. Check the ACKNOWLEDGE THIS EXCEPTION checkbox on
the Client Signature Exception line.
3. Select a REASON CODE from the list
4. Select a RESOLUTION CODE from the list.
5. Click SAVE.
EXCEPTIONS @ Client Signature Exception /  ACKNOWLEDGE THIS EXCERTION
m .Select Reason Con v Select Resolution - lRE‘aSOﬂ Mote SAVE
| aams |

Sandata EVV: Visit Maintenance
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CORRECTING EXCEPTIONS:

€y Sandata UNAUTHORIZED SERVICE EXCEPTION

@ This exception identifies when the service selected is not valid
for the client. Valid services are based on the client’s
association to one or more payer and their associated services.

1. Click the exception indicator under the Service column.

Client _  Client . Employee Servi . \Visit L Call . call | call
=] = ervice - = = -
ID Mame Mame Date In Out Hours
g i 10:00
Steve, Smith e Frank 01/00/2019 °
® Al
Exceptions: T e
Jones, Frani Unauthorized Senvice FEETelhgl ' ' 00:27

. Sandata EVV: Visit Maintenance
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CORRECTING EXCEPTIONS:
UNAUTHORIZED SERVICE EXCEPTION

2. Select the appropriate service from the drop-
down list. Note that the authorized services for
the client must be received in order to fix this
exception.

3. Select a REASON CODE that best explains why the
service was not selected at the time of vicit

€y Sandala

=
1012772017 None ~ US/Central Incomplete
Select a RESOLUTION CO| ===
CALLIN CALLOUT
EMPLOYEE
05:32 PM None None None
5. Click SAVE T
: IC . | wece caus
&8 Y s
“ 9634 Provider Training-Agency 39
m PAYER PROGRAM SERVICE
m CLIENT VERIFIED TIME CLIENT VERIFIED SERVICE CLIENT SIGNATURE
SANDATA
sssssssssss
Select R Cod Select Resolution ¢ * R Not

. Sandata EVV: Visit Maintenance
Slide 23 ©2019



CORRECTING EXCEPTIONS:

€y Sandala UNKNOWN CLIENT EXCEPTION

€ This exception identifies when a visit occurs where the client is not
known. This can occur when the Medicaid ID entered does not
match to an existing client or the phone number entered does not
match to a known client.

€ This exception type must be fixed for the visit to be in a verified
state and eligible to be matched to a submitted claim.

1. Click the exception indicator under the Client Name Column.

Client . Employee Service & Visit . Call _ call
Name M Name M Y pDate T In ¥ out
) Munoz 05:32
(555)555-1307 ’ o 10/27/2017 °
° Rebecca PM

Sandata EVV: Visit Maintenance
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o =i CORRECTING EXCEPTIONS:
Y ~>dlnddid UNKNOWN CLIENT EXCEPTION

Use the search fields to search for the client.
Select the client from the search results.
Select a REASON CODE from the list.

Select a RESOLUTION CODE from the list.
Click SAVE.

S A

SAVE

. Sandata EVV: Visit Maintenance
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CORRECTING EXCEPTIONS:

€y Sandala UNKNOWN EMPLOYEE EXCEPTION

@ This exception identifies when the Santrax ID entered during a
Telephony call-in/call-out does not match to any known
employee. The ID entered is displayed instead of the employee
name.

€ This exception type must be fixed for the visit to be in a verified
state and eligible to be matched to a submitted claim.

1. Click the exception indicator under the Employee Name Column.

Client o Employee C o Visit , Call . Call Call _ Adjusted
= Service ¥

Mame T Name Date In = Out Hours Im

Carter, John 000-44-6258 . 08/14/2017 3Fr3:5 ®
® ® ’

Sandata EVV: Visit Maintenance
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o =i CORRECTING EXCEPTIONS:
) >anddid UNKNOWN EMPLOYEE EXCEPTION

Use the search fields to search for an employee.
Select an employee from the search results.
Select a REASON CODE from the list.

Select a RESOLUTION CODE from the list.

Click SAVE. PR o Employe has been associted it this i,

S A T e

Find Employee

LAS RS
EMPLOYEE o
Employee ID # Select Disciplin = Q
CALL LOG
Actions Last Name %+ First Name % Employee ID # SantraxID %+ Discipline =
[ ] 9977261

Showing 1 to 1 of 1 entries

HISTORY | <]1]*

RESOLUTION CODE * NOTE
v ‘ v ‘ Reason Note SAVE

Sandata EVV: Visit Maintenance
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o =i CORRECTING EXCEPTIONS:
9 >andala UNMATCHED CLIENT PHONE/ID

@ This exception identifies when a client ID is entered during a
Telephony call, but the phone number the call was made from is not
a number listed for the client.

@ This exception type must be acknowledged for the visit to be in a
verified state and eligible to be matched to a submitted claim.

1. Check the ACKNOWLEDGE THIS EXCEPTION checkbox on the
Unmatched Client ID/Phone exception line.

.‘ Unmatcned Client i1 Hhone -.-"'Il ALEMUALEDGE THIS EXCEFRTICR

. Sandata EVV: Visit Maintenance
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CORRECTING EXCEPTIONS:

€ Sandata UNMATCHED CLIENT PHONE/ID
EXCEPTION
Select a REASON CODE from the list.
Select a RESOLUTION CODE from the list.

Click SAVE. The Call Log screen shows the originating
phone number for the call.

REASOMN CODE * RESOLUTION CODE REASOMN MOTE
Select Reason - Select Resoluti - Enter Reason Mote SAVE
CALL CATE Ll TIRE CARLLTYSE —  EEEVIHCE
08 20 Eedd A O [oalen y

CLIENT

| CALL LOG

uuuuuuuu

Sandata EVV: Visit Maintenance
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CORRECTING EXCEPTIONS:

€y Sandala VISIT VERIFICATION EXCEPTION

@ This exception identifies when the start and end time has not
been verified by the client at the end of the visit, either by
confirming during MVV call-out or the client verifies time during
the Telephony call-out.

@ This exception type must be acknowledged for the visit to be in
a verified state and eligible to be matched to a submitted claim.

1. Click the exception indicator under the Client Name Column.

Cliemt a Employes 2 Capvice & a . . a
Name Name Date In Out Hours In Ot

Visit . Call ., Call . Call Adjusted Adjusted

. 0RM4/2017 -

Carrar,
ki

Sandata EVV: Visit Maintenance
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o <oiai CORRECTING EXCEPTIONS:
9 >anddia VISIT VERIFICATION EXCEPTION

2. Check the ACKNOWLEDGE THIS EXCEPTION
checkbox on the Visit Verification Exception line.

3. Select a REASON CODE from the list.
. Select a RESOLUTION CODE from the list.
5. Click SAVE.

@ Visit Verification Exception ' JACKNOWLEDGE THIS EXCEPTION

RESOLUTION CODE * REASON NOTE *

Reason Note SAVE

Sandata EVV: Visit Maintenance
li 1
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CORRECTING EXCEPTIONS:
VISIT W/O IN-CALL/OUT-CALL

€ This exception identifies a visit which does not have a call-in or
call-out time. This exception type must be fixed for the visit to be
in a verified state and eligible to be matched to a submitted claim.

€y Sandata

Client _ Employes e Visit _  Call _ . .
Mame ~ MName % Sarvice 3 Date ~ In ™ Client . Employee s Service & Visit . Call . Call .
Name Name Date In Out
- GO S 042017 8:58
Jo G - o 081172017 °
i ° AM

When a user clicks the exception indicator under the call time column, the
Visit Details screen automatically opens to the Call Log screen.

It is recommended to go to the Merge Calls screen first to see if there are
any available calls that can be merged. If there are none, the user can go
back to the Call Log to manually add a call time.

Sandata EVV: Visit Maintenance
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€ Sandat CORRECTING EXCEPTIONS:
P ~2diddid MERGE CALLS

1. Click the MERGE CALLS link to see if there are any calls that can
be merged to the visit.

2. Click the radio button next to the line to select the call, if there
is a call to merge.

3. Select the REASON CODE, RESOLUTION CODE, and REASON
NOTE, if needed.

4. Click SAVE.

MERGE CALLS (555) 555-! 11:29 AM 10/27/2017 (555)555- 009-90-

EXCEPTIONS (555) 555- 11:29 AM 10/27/2017 (555)555- 009-90-

® (555) 555- 12:48 PM 10/27/2017 (555)555- 009-90-

Showing 1 to 5 of 7 entries

< 1 2 > »
HISTORY
REASON CODE * RESOLUTION CODE REASON NOTE
Select Reason Code ~ Select Resolution C ~ Reason Note SAVE

. Sandata EVV: Visit Maintenance
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CORRECTING EXCEPTIONS:

§ Sandata ADD MANUAL CALL

Slide 34

Click CALL LOG (to enter a missing call)

Enter the appropriate information into the fields.

Select the REASON CODE, RESOLUTION CODE, SERVICE, and
REASON NOTE, if needed.

4. Click ADD

GENERAL CALL IN CLIENT ID# 000099955
CALL DATE CALL TIME CALL TYPE SERVICE
CLIENT
10/27/2017 05:32 PM FVV Call N/A
USER CALL SOURCE
SANDATA
CALL LOG
Add Manual Call
MERGE CALLS
m CALL DATE = MM/DDIYYY CALL TIME * HH:MM AMSPM SERVICE
“ MM/DDYYYY B 11:21 AM Select Service
m REASOMN CODE * RESOLUTION CODE REASON NOTE
Select Reason Cor v Select Resolution ~ Reason Note ADD

HISTORY

Sandata EVV: Visit Maintenance
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€y Sandata CREATE CALL

@® The Create Call feature allows the user to create a call in Sandata
EVV for instances when a visit occurred but the employee did not
call-in or call-out.

1. Click CREATE CALL on the Visit Maintenance screen.

Visit Maintenance Visit Maintenance / Manage Visits

Select a Visit CREATE CALL

DATE RANGE MM/DD/YYYY

02/21/2019 B to 02/21/2019 &
CLIENT

Enter Client

. Sandata EVV: Visit Maintenance
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€y Sandata CREATE CALL

TECHNOLOGIES

2. Search for and select the client.

Select Client
CLIENT FIRST NAME CLIENT LAST NAME CLIENT MEDICAID ID CATEGORY
Enter Client Medicaid ID Select Category
SUPERVISOR PAYER
All . Select Payer . LAST ACTIVE DATE
Q SEARCH CLEAR

-

Client Medicaid ID $ Supervisor + Select

L1

Client ID s Client Name

Sandata EVV: Visit Maintenance
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€y Sandata CREATE CALL

3. Click NEXT.
4. Search for and select an employee.

PREVIOUS CAMCEL
Select Employee
EMPLOYEE FIRST NAME

Employee ID ¢ Employee Name + Select

. Sandata EVV: Visit Maintenance
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5. Click NEXT.

CREATE CALL

6. Enter the Date and Time details.
7. Click FINISH.

PREVIOUS

3 e

Set Date and Time

MM/DD/YYYY

02/21/2019

US/Eastern

] Enter Time

Select Service

PREVIOUS

FINISH

CANCEL

Sandata EVV: Visit Maintenance
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5 Sandata QUESTIONS...




